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Today’s 
discussion 


e Why SAP for your business 
* Why partner with SUSE 


e Customer successes 
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Customer expectations are high 


— Technology enables instant access 
e Internet everywhere 

e Mobile devices 

e Cloud services 

— Customers increasing expectations 
e 24] 7 access 

e Personalized experience 

e Easy access to new services 


— Businesses are transforming 
* Combine data sources 


e Turn data into insight 
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Organizations cannot risk ignoring market changes 
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Many customers are moving to SAP to turn 


data into action 


— Improve products and services 

e Real-time insight 

e Customer sentiment 

* Operational data 

— Anticipate new requirements 

e Faster product and services delivery 
: Satisfy existing customers 

* Attract new customers 


— Lead your industry 
e Al, ML, IOT, predictive analytics 


e Automation 
SUSECON digital” 
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Deliver services faster, efficiently and with less risk 





IMPROVE SERVICE 
RELIABILITY 


= Automated system 
recovery 


— OS security updates 
with no downtime 


= System monitoring to 
proactively fix 
problems 
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SERVICES FASTER 


Automated SAP 
service deployment 


Automated system 
migration to SAP 


Built-in best practices 
to speed up 
provisioning and 
reduce errors 
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STRENGTHEN 
OPERATIONS 


Performance 
optimization for real- 
time insights 

Deploy and manage 
consolidated 
business data 


Enhanced security 
prevents 
unauthorized data 
access 
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MANAGE COMPLEX 
SYSTEMS 


Automated 
configuration 
management 


Automated and 
guided set-up and 
Update tools 


SUSE expertise to 
speed up 
troubleshooting and 
avoid pitfalls in 
service delivery o be 











Innovate everywnere 


Bring applications and 
infrastructure into modern 


Simplify and : 7 = eeo : | 
optimize existing  : FI "1 : cloud computing 
IT environments E m ES % 


Data Center ° 
Cloud * 


?OOW Edge 
: Accelerate business 


yov — 
: innovation 
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SUSE Support, Services 
and Training for your 
Cloud Optimized SAP 
Environment 
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SUSE Support: Your 
Success is Our Success 






Treats You Like 
Family 


e Transparent & 
honest 

e Service oriented 

* By your side 














Always On 


* Phone/web/chat 
* Flexible options 
e Online resources 


Experienced 


e Collaboration 

* 28+ years of 
open source 

* Proactive security 
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World-Class Support 





Response Time 
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Priority Support 


Production 
MES 
Unlimited 
Chat, Web, Phone 


24x/x365 


Severity ] - 1 Hrs 

Severity 2 — 2 Hrs 

Severity 3 — 4 Hrs 
Severity 4 — Next Business Day 











Challenges 
Why SUSE Global Services When You Have Support? 


e IT generalists 

e Speed software development, 
application delivery 

e Skills gap, New skills 


Partner with 
SLURS) = 





e Maintenance and security 
e Maintain uptime 
e High availability 
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SUSE Support and Services 


Enable and accelerate customers’ ability to innovate everywhere 


Ps 


We collaborate with SUSE 
customers to realize the full 
potential of their open source 
software solutions, allowing 
them to innovate everywhere 
— from the data center, to the 
cloud, to the edge 
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Dedicated and responsive 
SUSE experts engage, guide 
and provide compelling 
choices to our customers and 
partners, turning them into 
innovation heroes for their 
customers 
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Building a Trusted Relationship 


Discover 





lign objectives 
Explore solutions 


Building an ongoing relationship with customers to modernize their business 


Outline a roadmap 


EN 


Design 
* Dive into technical requirements & 
priorities 
Align e Validate architecture 
Discover (/ |; 
E 


Identity / mitigate project risk 
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SUSE Consulting 
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SUSE Consulting Services 


Work with the SUSE Solution Experts 


Quickly realize the value of your SUSE solutions. SUSE will meet you where you are 
providing services that range from architecture and design to implementation and 


integration through optimization, upgrades and training. 


Why consulting services? 


SUSE Experts Shared Best Practices Peace of Ming 
Deep knowledge for Start with discovery Continue with 
hands-on and design implementation 
assistance, advice documents and go-live of your 


and best practice thoroughly detailing SUSE solutions 
guidance the environment to be side-by-side with 
throughout the implemented SUSE Consultants 
engagement 
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Discover 


Fill Skills Gaps 
Customized 
instructor-led and 
online training plus 
a network of 
partners to fill any 
skill gap 
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Consulting Roadmap for SAP Environments 


PHASES 


DISCOVER & DESIGN 


DEPLOY 


OPTIMIZE 





OUTCOMES 
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Design, architecture and 
migration roadmaps 

Develop high-level design 
document that includes your 
specific use case architectural 
requirements 


Installation and configuration 
SUSE technologies in agreed 
substrates 

Integrations, scripts, templates, 
images, artifacts, and 
automations for new 
infrastructure 


Supportability confirmation 


Ongoing knowledge transfer, best 
practices, security guidance, and heal 
checks 

Cadence calls £ QBRs with SDMs 


Training recommendations/eLearning 


and/or custom classes 


Adv. HA clustered solutions to keep 
mission critical apps running 





y. 
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Review with SUSE Consulting 


Validate your design and deployment plans against SUSE best practices to 
confidently implement and go live with your SAP environment. 


— Design Review for Cloud-Optimized SAP — Deployment Review for Cloud-Optimized 
Environments SAP Environments 
- Validate the design, ensuring it is - Validate your implementation to 
customized to meet your specific ensure a smooth start to production 
business and IT objectives before you services and as a final milestone 
start implementation. before you go live. 





Protect your business by mitigating 


A Confident and successful deployment 
risks with a non-optimal system 


BEI based on best practice design 
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SUSE Premium 


Services 


Annual services because 
relationships matter. 
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Select Services for SUSE Solutions 


Program Components 


12- month, 3 tiers. This unique offering 
provides consulting services, 
proactive support services and 
access to a business advocate for a 


Jumpstart disruptive technologies 
full 12 months allowing your business 


IE E ana to mpementing eisruptive to get off on the right track 
ecnno'ogy to MO ernize your USINESS. ON GAP; f Direct access to SUSE Technical & 
low cost, you will gain access to a unique blend o Business Professionals. Implementing 
consulting, training and proactive support services new technology is hard. This offering 


that will get you up and running in record time, and provides you with direct access to a 
named technical and business 


keep your systems and solutions running smoothly. experts. 
With three tiers, this I2- month program can be 


tailored to meet your needs. 








Proactive support and advice. From 
proactive patching to monthly health 
checks, your SUSE team will make sure 
that your system is providing the right 
outcomes and you are staying on top 
of technology trends. 
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SUSE Select Services 


SUSE Select Services 
and Tiers 






Health Check / Patch 
Updates 

On-site Support Days 
Consulting / Knowledge 
Transfer 

Assigned Service Delivery 
Manager 
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8 x 5 business hours 


Annual / Quarterly 


ASS 


NO 


** 


$0.5 Ets Sl sel 
30 minutes 


8 x 5 business hours 


Quarterly / Quarterly 
Up to 2 days per year 
10 days 


Yes 
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Unlimited SRs 
15 minutes 


8 x 5 business hours 


Monthly / Quarterly 
Up to 4 days per year 
20 days 


Yes 
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Premium Support Services for SUSE Solutions 
Program Components 


Avoid downtime with relationships. 


Go beyond traditional product support and get 
direct access to a named Premium Support 
Engineer and Service Delivery Manager who 
provide “white-glove” support services. With this 
GASTO get: 


Faster time to value with access to experts who can help you 
optimize deployment 

e Business continuity with named, direct access to resources 
who know you and your business 

* Reduce costs with flexible and cost-effective support services 
that provide exactly the level of support your business needs. 
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12- month, 3 tiers. This unique offering 
provides exactly the amount of 
support you need for a full 12 months 
allowing your business to remain 
competitive. 


Direct access to SUSE Technical & 
Business Professionals. Relationships 
matter and with Premium Support 
Services you will be able to connect 
with your named technical or 
business expert whenever you 
encounter an issue. 


After hours support. With Gold and 
Platinum tier Premium Support 
Services, you get after-hours support 
directly with the Premium Services 
team, getting you on the fast path for 
resolving issues 


scheduled Standby. With the Gold or 
Platinum tier of SUSE Premium Support 
Services you can have peace JS 

by scheduling a dedicated expert to 
by your side when you gô live. A 



















Detailed Benefits - Premium Support Services 


Direct access to a named 
premium engineer 


Direct access to a named highly 
experienced engineer. This engineer will 
know your team and your infrastructure. 
They will help you get up and running 
quickly, address changing IT needs, and 
provide proactive maintenance so that you 
can get the most out of your technology 
investment. 


Response times tailored to your 
business 


IT disruptions can be costly to the business. 
Thats why Premium Support Services offers 
rapid response times of as little as 15 
minutes. 
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Direct access to a named 
service delivery manager 


Your proactive business champion. Develop 
a close working relationship with your 
service delivery manager to coordinate 
services personnel, facilitate fast resolution 
paths, and discuss technology trends. 


Onsite visits 


There are times when collaboration is best 
done in person. For those occasions, we 
have built on site days into the Gold and 
Platinum tiers. On site days enable your 
premium team to come to you to share 
solution knowledge, best practices and 
technology trends. 





After hours support 


If your mission-critical, production systems 
fail at 3 a.m., youll be glad you have this 
benefit. With a Premium Support Services 
plan in place, youll be able to contact a 
member of the premium team made up of 
Level 2 and Level 3 engineers. Not a 
mission-critical issue, production down 
issue? Youll still have the same great 
access to our exceptional global technical 
support team! 


Scheduled standby 


Go-lives can be stressful. Get the peace of 
mind you need by having access to your 
premium team when you "flip the switch." 
Get rid of those “go-live jitters” with 
scheduled standby. 
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What are Your Support Needs? 


SUSE solutions are fortified with world-class support; Premium Support Services provide additional white glove benefits 
providing a direct relationship with SUSE professionals that know you, your team, and your business objectives. 


Priority Support 





Access to Named Engineer 
(hours per year) / Service 
Requests (number per year)* 


Methods of Access 
Software Upgrades & Updates 


Access to Support Desk 
Access to Service Delivery 
Manager 


After Hours Access to Premium 
Team 
Initial Response Times 


On-site Days 
Scheduled Standby Hours** 
Service Reviews (per year) 
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Premium Platinum 


Exclusive / Unlimited 


180 / 30 500 / 150 


Web, Chat, Phone Web, Chat, Phone, Direct Web, Chat, Phone, Direct Web, Chat, Phone, Direct 


Y Y Y Y 
24/7 24/7 24/7 24/7 
Y Y Y 

Y Y 


From 60 mins to 


Next Business Day 939 mins 30 mins 15 mins 
4/year 4/week 

16 16 

2 4 12 





* Up to the number of hours allotted or up to the number of service requests allocated 
™ Scheduled Standby is for preplanned critical after hours support per year; scheduled 2-weeks in advance; used in 4-houn 





SUSE Training 


e 93% of hiring managers have difficulty finding 
open source talent (Linux Foundation, 2020 


Open Source Jobs Report) 





e 52% of hiring managers are more likely to hire 
someone with a certification (Linux Foundation 


2020 Open Source Jobs Report) 


Lack of skills in hybrid cloud, Al / loT and 
analytics is making It difficult to quickly 
advance. (SUSE, How Today's IT Leaders are 
Daring to Be Different) 
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SUSE Training Services Overview 


Training on your terms. 


SUSE can meet all your technical training needs. From 
instructor-led training courses and eLearning for 
immediate access to certification paths to validate 


Skills. The choice Is yours. 
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Instructor led learning. 


Structured training programs directly from SUSE or 
SUSE Training Partners. Take public courses or 
customize a training path for your team. 
Courseware includes SLES, SLES for SAP 
Applications, SUSE Manager and Rancher (coming 
soon) 
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24/7/365 on demand library of all SUSE 
technical training. Yearly subscription with 
courseware updated regularly. 


SUSE Certification 


Show your expertise with a SUSE Solutions. 
Start as a SUSE Certified Administrator; 
continue to become a SUSE Certified 
Engineer. 
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Instructor Led, 
Custom Training 


Meet the specific needs of your 
business 


training content, delivery, 
and pace to move your business 
forward 


your team on specific 
Skills to address your business 
needs 


your business running with 
professionals that know best 
practices 
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SUSE eLearning 


Give your team the gift of learning — 
anytime, anywhere. 


A single eLearning subscription 
provides: 


to take a single class or follow 
a defined learning path 


access to any SUSE course 
and any skill 


training to every 
learning path, every course, from 
anywhere. 


"What ao you want to learn today?" 
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SUSE Certification 


Open Source Skills. Proven. 






































Learn the basics... Hone your skills... 

SUSE Certified Administrator SUSE Certified Engineer 
Fundamental knowledge Advanced knowledge of 
of the Linux operating the Linux operating system 
system including properly including automation, 
administering SLES 15 at a scaling, and sysadmin 
standard sysadmin level tasks involved In 
(involving local storage, deploying, managing, 
partitioning, starting and supporting, and securing 
stopping services, file a container-based 
systems, and users) architecture. 
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Customer 
Stories 


When you win; we win. 
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Day&Zimmermann 





99.999% 


Availability 





“We had one vendor try to sell us a hardware-based high 
availability solution that cost $70,000. With SUSE, the high 
availability features are built directly into the operating O 
system, so there's no additional cost or complexity. It's 9 6 /o 
really a no-brainer.” are 
reduction In 


manual 
configuration 






“We hardly ever need to call the SUSE support team, 
although when we do, they are fantastic. The last time we 
called them, it was the best support experience weve 
encountered in the past several years.” 


Chris Nega | Manager, Systems Engineering | Day & Zimmermann 


WWW, SUSE COTO SUCCESS day-zimmermann/ 
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y k T Single 
n management 
tool for 130 
Linux Systems 
Stellar 
"It was very encouraging ... that we won't need to rely on SUpport 


slow, convoluted support processes, impersonal call Services 
centers and off-shore resources. We can just contact the 
local SUSE team in our local language... Seeing this quality 
of support from a major Linux vendor demonstrated a high 
level of commitment and competency.” 


Benjamin Kaspereit | Head of Data Center Services € Systems Technology | rku.it 


Read more: https:;//www.suse.com/media/case-study/rku. it. gmbh. cs.pdf 
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What are your 
biggest challenges? 


SUSE has become a trusted 
partner for over 30,000 SAP 
customers. How can we help you? 
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Stace Miller DSUSE.cCOM 
suse.com/services , . omes M 
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